MNCC IOC: Continuously Enhancing Service for Sailors

MNCC staff will have access to improved customer service features over time — leading to increased
accuracy and timeliness in answering questions and completing personnel/career actions so Sailors can
focus on what is important: their warfighting missions and their families.

Sailors will be able to access and receive support from MNCC in the way that is most convenient for them —
enabling them to:

v" Submit an MNCC service request via Chat, MyNavy Portal (MNP), Phone, and Social Media.

v' Leverage modern technology to tap into any of these channels (smart phones tablets, etc.).

v' An MINCC agent will be able to see the same screen/information a Sailor sees, for quicker Service Request resolution.

Sailors will have fewer systems to interact with, and contact center agents will have more information

about them before they even start the call.

v" An MNCC agent will have access to the same information about a Sailor regardless of how the Sailor starts the Service
Request — Chat, MyNavy Portal (MNP), Phone, and Social Media.

v’ Agents will have more information to help them tailor their answers to questions, i.e. officer or enlisted, new Sailor or “old
salt”, aviator or submariner, etc.) which will increase speed to resolution.

Sailors will have access to even more up-front, accurate information on MNP — enabling them to:

v' Receive more guidance on what is needed to complete a task, or be sure all information required is provided, saving time
for everyone.

v Initiate even more HR actions online through expanded online self-service functions.

v' Access, view, learn the status, and update their Service Requests, all on MNP.

v' Use an expanded Knowledge Base on MNP that is an accurate and reliable source of information for Navy policies,
NAVADMINs, FAQs, and more.

v' Interact with peers and other community members to address common HR issues, suggest changes, and drive key
initiatives through a “Communities” function. ?gr_"_é hE e
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Presentation Notes
The ability to respond to a request for information or service in real-time through the use of policy administration features … this would allow a Service Member to know upfront if a request can be supported or whether they need to seek an exception, they can then self-manage and decided to pursue or not to pursue
The ability to coach a sailor through a submission request through automation to ensure packages or transactions have the highest ability to be processed the first time (FCR or in our case FIR)
The ability for a Service Member to move between channels seamlessly without losing contextual data
The ability for an integrated solution to contextually understand what a Service may need based on who they are, where they are in their career and recent CLEs to tailor the customer experience
Omni-Channel functionality – Allow Sailor’s to interact with MNCC in the channel / method that works for them.  This includes chat, web, phone, & social media via cell phone, tablet, etc.
Self-Service – will allow Sailors to get quick  answers to their most pressing HR is, without needing to call an MNCC agent.
Sailors can view, access, update service request & get status of their service request in real time.
Via Co-Browsing Features, Sailors will be able to share their screen with a live agent to help facilitate faster resolution of service request.
Via Knowledge, Sailors will have access to a unified source of Navy policy, FAQ information to drive consistency in messaging.
Via Communities, Sailors will be able to interact with other cohorts to address common issues, suggest change, push key initiatives
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